Nigerian banks have benefited from global technology innovation. Introduction of Information and Communication Technologies (ICT) have affected employee performance and customers responses This paper examine customer's and employee's responses to technology innovation, and their effects on the performance of the Nigerian banks. Fifteen (15) major banks were selected for the research. Two null hypotheses based on two different sets of questionnaires distributed to selected banks employees and customers were formulated to test whether there is no significant relationship between technology innovation and customer's satisfaction; and between technological innovation and Nigerian banks employee's performance. 1912 questionnaires were distributed to customers to test the first hypothesis out of which 1634 were collected which is 85% of the distributed questionnaires, 1458 questionnaires were distributed to selected banks employees to test the second hypothesis, 1223 questionnaires were collected making 84% response rate. Pearson correlation co-efficient was used to analyse the hypotheses. Findings revealed that technological innovation influenced banks employee's performance, customer's satisfaction and improvement in banks profitability. The study recommends effective management of technological innovation for improved employees performance, customer's satisfaction, sustainable profit, increased return on investment, returns on equity, and to promote competitiveness in the Nigerian banking industry.
INTRODUCTION
Technology innovation has influenced the performance of all Nigerian banks. In the last ten years tremendous achievements were achieved in banks networking, service delivery, profitability and customers responses. Employees were made to cope with the demands of information and communication technologies (ICT) dominated global banking industry. Customers also benefited from improved networking and service delivery which inevitably improved banks competitiveness and profitability. But despite these achievements Nigerian banks have witnessed severe downturn in their profit and many of them have almost collapsed.
Technological innovation rests on the creative ability of human being. Man has the capacity to use his knowledge to create new machines process and method that could enhance or improve the quality of goods and services. Innovation is required for man to satisfy his changing needs and cope with the demand of the changing and dynamic environment. The production of the unusual, uncommon novel and quality, ideas and product which enable man to satisfy his need despite his changing condition and requirements. Technology innovation is the changes in technology that can significantly improve the organization performance, improve its process and promote its service delivery system beyond the state of the art to produce quality goods and services (Taylor, 1958) . Shrivastava (1984) regards technology innovation as changes in technology that significantly improve the performance of organization. Organizations can cope with the changing condition in its environment through technology innovation. Organizations should employ different methods to promote and use technology to promote its adaptability and management to the ever changing conditions and environment in which it operates. Human beings takes the most active part, as they are involved in producing and using technology and also in using and purchasing product and services that are produced by organizations through the use of technology.
Man's creativity, lead to inventions which are used for innovation by organization. Organization's choice and purchase of technology are determined by socioeconomic conditions. Major invention may be impeded by absence of complimentary condition to innovation. A labour saving invention may not be immediately adopted when labour is abundant and capital is scarce. Poor facilities and lack of finance may hinder invention and adoption of new technology. Availability of cheap labour may hinder the use and purchase of labour saving device or innovation. Many organizations attempt innovation to fulfill technical and market requirements, to improve customer satisfaction, to improve employee performance and to make more profit (Dauda, 1996) .
Many Nigerian banks have achieved all these, but most of them have failed to sustain these achievements. It is imperative to assess the factors that have contributed to these, and provide enduring solutions to enable them to survive in the competitive, dynamic and turbulent Nigerian environment. Market or the environments have to be analysed and technology innovation that will enable Nigeria banks to satisfy and respond to market need to be introduced. Information have to be collected and processed in a manner organization will benefit from its uses. Organization should ensure that it has capability, capacity and need for technology before using or embarking on it. Employee's skills and competence have to be improved and management to be developed to innovate and to manage performance for sustainability. This paper examines the effect of Technological innovation on banks performance management in Nigeria. It also seeks to examine managers; customer's and employee's responses to the banking systems interconnected and revolutionized by information and communication technologies.
REVIEW OF RELATED LITERATURE
Technological innovation and organizational performance: A large firm could engage and manage innovation successfully by putting in place structure and management that could influence innovations organization. This structure enable human resources to respond to change and work as a system. The structure is the organization system that could enable it to cope, move along, link and connect the environmental systems which include other organization, nations and global resources, people and conditions. Organization success depends on how it responds to change within and outside it. Kast and Rosenzweig (1979) see a system as an organized whole consist of two or more parts, components or subsystem delineated by identifiable boundary from its environmental supra system. It could also be regarded as an assemblage of things connected or interdependent so as to form a complex unity, a whole composed of parts in orderly arrangements according to some scheme or plan. General system theory could facilitate integration of broad scheme of knowledge across physical, biological and social work. Organizational structure includes human resource, work system, knowledge and skill which when effectively managed could positively influence innovation capability of individual and team for technology innovation. Work system includes all the elements that could indirectly influence human resource performance. Takeda (1993) agreed that organization should contribute to technology evolution and revolutions but the two should be combined with organization work system to enable individual employee and groups to reach the highest level of performance.
The starting point of technological development, changes and innovations is always people. It is the people who create, initiate, use and manage ideas that are the bases and directions of technology. Identity theory provides a way of assessing individual relations to organizational objectives and national goals and enables us to understand human resource inspiration and readiness for technology innovation. The motivation the individual receives determines the extent of its identity and his readiness to innovate for organisational and national development. This theory to Bennis (1969) provides strategies intended to change beliefs, attitudes, values and structure of an organisation so that they can better adapt to new technologies, market challenges and changes. It can also be used to plan intervention in organisation process to increase organisation effectiveness and health. Both Bechard, (1969) and Bolle De Bal (1992) demonstrated the relationship between organisational development and managerial effectiveness. Organisational efficiency requires that somebody in the strategic position should feel the need for innovation and change. These include the need to:
• Change managerial strategy;
• Make organisations more consistent with both individual needs and the changing needs of the environment;
• Change structure and roles;
• Change the motivation of the workforce; • Make better planning;
• Improve inter-groups collaborations; and • Adaptation to new environment.
Organisations in the competitive global economy require managers that can combine neatly organization and individual interests for the common good. Today's workers want to participate in drawing up of management plans, in decision making and want to be recognized and appreciated for their contributions.
Continuous organizational improvement require managers and team leaders that are capable of bringing out new ideas and techniques from their subordinates and can create environment in which new thinking is encouraged and welcomed. Drucker (1985) argues that innovation comprises of both hard work and inspiration. Managers should not be rigid in managing their employees but allow them to use their initiatives. Severe and inflexible rules can be easily circumvented.
In spite of the changing conditions that characterised the work place of the 21 st century, man's domination in the society and organisational settings remain the same. Many aspects of management may have changed, but the changes have not altered or removed the dominating position of human resources. Technology, most especially information technology have only expanded man's minds and intellect but have not replaced him. Human resource capability to manage other resources and to adapt to the changing conditions makes his position dominant. Human resource management theories and practices could therefore be useful to provide effective methods of managing all other aspects of the organisation for the achievements of its objectives.
Managers, supervisors and employees have to practice and operationalise management theories to promote technology innovation for organisational competitiveness. It is the realizations of these that have made many organisations to consistently promote the relevance of human resource management to technological innovation. In spite of the dynamic technological changes, human resource still needs to apply his skills and intellect in practical ways for improved technological innovations. Whenever management styles of top managers deviate from human resource management theories, concepts, models and practices, they are often offtarget in their efforts to improve employee performance for technology innovation and for the overall organization improved performance. Human resource management provides managers with adequate tools for improving technology innovation (Boyd, 1984; Dauda, 2009 ).
Many industries embark on improving customer satisfaction by getting the latest machines to improve their organisation's performance. They believe that acquisition of latest technology will improve operating practices and the quality and quantity of their goods and services. This is often complemented by other opportunistic customer responsive practices such as aggressive marketing strategies, sales promotion, public relations and others. But in spite of these, many organisations still fail to reap the benefits of their strategic innovations because these innovations are not supported by effective human resource strategies for their implementation. All emphasis were often placed on what can be easily measured and calculated, and innovation processes were often dominated by finance, marketing and operational staff inputs, and human resource managers were often considered as an appendage rather than active participant in the management effort to improve technology innovation. Barrow (1997 and Dauda, 1998) argued that business and industrial growth could only be enhanced if effective human resource management strategies are properly implemented in all units of the organization such as marketing, production, finance and others.
Most developing nations of Africa, Asia and Latin America could not harness their natural, material and human resources for socio-economic development as a result of their inability to utilise science and technology. This is not unconnected with the failure of their governments to encourage technology innovation and/or lack of commitment of their people to innovate. But the advanced countries of Europe, America, Russia and few emerging countries such as China have succeeded through the efficient application of science and technology in transforming their material and human resources into goods and services and dominate the world market. In the developed countries, government and organizations provided enabling environments and rewards to motivate their scientists, engineers, technologists, technicians and artisans/craftsmen to innovate. In most developing countries, apart from lack of these indices, human resource management factor was not considered. Human resource were not encouraged and rewarded to inspire and promote technology innovation. Nigeria was considered appropriate for this study because it is the most populous and one of the most endowed in natural and material resources and one of the most poverty-stricken nations of the world.
Technology innovation in most Nigeria banks is only considered in terms of purchase of latest equipment designed and manufactured in the advanced countries of Europe, America, Japan and China and some Asian countries. Most of these banks invested heavily on equipment, but not really on the human resource. Engineers, scientists, technologists and technicians were employed in different departments and in Research and Development (R&D) departments/units and organisations, but were not well managed to improve technology innovation.
Government and managers in nations and organisations should manage the people and their employees not only to make them comply with their directives and company policies and national law, but also to learn, accommodate and benefit from them. They have to study their personality, motivate and provide conducive environment for them to perform effectively. Commensurate reward should be given to employees for the performance of their roles and other extra rewards for their individual and team creativity and innovation. Group norms that promote individual interaction and improved performance should be encouraged (Dauda, 2010) .
Application of ICT in the Nigerian Banking Industry:
ICT have contributed to the distribution channels and networking of Nigerian Banks. The electronic delivery channels are collectively referred to as Electronic Banking. Electronic Banking is really not one technology, but an attempt to merge several different technologies.
Information and Communication Technologies (ICTs) may be viewed in different ways. The World Bank defines ICTs as "the set of activities which facilitate by electronic means the processing, transmission and display of information" (Alu, 2002) . ICTs "refer to technologies people use to share, distribute, gather information and to communicate through computers and computer networks" (Laudon and Laudon; 2001). ICTs can be described as a complex varied set of goods, applications and services used for producing, distributing, processing, transforming information-(including) telecoms, TV and radio broadcasting, hardware and software, computer services and electronic media" (Laudon and Laudon; 2010). ICTs represent a cluster of associated technologies defined by their functional usage in information access and communication, of which one embodiment is the Internet.
IT affects financial institutions by easing enquiry, saving time, and improving service delivery. In recent decades, investment in IT by commercial banks has served to streamline operations, improve competitiveness, and increase the variety and quality of services provided. According to Yasuharu (2003) , implementation of information technology and communication networking has brought revolution in the functioning of the banks and the financial institutions. It is argued that dramatic structural changes are in store for financial services industry as a result of the Internet revolution; others see a continuation of trends already under way.
Many banks are making huge investments in technology to maintain and upgrade their infrastructure, in order not only to provide new electronic information-based services, but also to manage their risk positions and pricing. At the same time, new off-the-shelf electronic services such as online retail banking are making it possible for very small institutions to take advantage of new technologies at quite reasonable costs. These developments may ultimately change the competitive landscape in the financial services.
ICT facilitated the networking of banks branches and to other banks within and outside the nation. Computerization and inter-connection of geographically scattered stand-along banks branches and other banks at national and global levels into one unified system in the form of a Wide Area Network (WAN) or Enterprise Network (EN); for the creating and sharing of consolidated customer information/records.
It offers quicker rate of inter-branch transactions as the consequence of distance and time are eliminated. Hence, there is more productivity per time period. Also, with the several networked branches serving the customer populace as one system, there is simulated division of labour among bank branches with its associated positive impact on productivity among the branches. Furthermore, as it curtails customer travel distance to bank branches it offers more time for customers' productive activities.
Technological innovation such as the use of computer automation and electronic banking influences speed of bank services delivery, enhanced management decision making and saving time (Alu, 2002) . Information and Communication Technology has provided self-service facilities (automated customer service machines) from where prospective bank customers can complete their account opening documents direct online. It assists customers to validate their account numbers and receive instruction on when and how to receive their cheque books, credit and debit cards (Agboola, 2001 (Agboola, 2001 ).
Innovations
in information processing, telecommunications, and related technologiesknown collectively as "information technology" (IT) -are often credited with helping fuel strong growth in the many economies (Coombs et al, 1987) . It seems apparent then that, technological innovation affects not just banking and financial services, but also the direction of an economy and its capacity for continued growth.
Information and communication technology (ICT) have always played a very important role in human life. However, in the mid-20 th century, the role of information increased immeasurably as a result of social progress and the vigorous development in science and technology. In addition, as (Laudon and Laudon; 2010) has pointed out, rapid expansion of a mass of diversified information is occurring, which has received the name "information explosion".
Automated Teller Machines (ATMs)
is a combination of a computer terminal, record-keeping system and cash vault in one unit, permitting customers to enter the bank's book keeping system with a plastic card containing a Personal Identification Number (PIN) or by punching a special code number into the computer terminal linked to the bank's computerized records 24 hours a day. The combined services of both the Automated and human tellers imply more productivity for the bank during banking hours. Also, as it saves customers time in service delivery as alternative to queuing in bank halls, customers can invest such time saved into other productive activities. ATMs are a cost-efficient way of yielding higher productivity as they achieve higher productivity per period of time than human tellers Telephone Banking is tele-banking devices which allow customers to transact banking business over the phone. It has numerous benefits for both customers and banks. As far as the customers are concerned, it provides increased convenience, expanded access and significant time saving. On the other hand, from the banks' perspective, the costs of delivering telephone-based services are substantially lower than those of branch based services. It provides retail banking services even after banking hours (24 hours a day) it accrues continual productivity for the bank. It offers retail banking services to customers at their offices/homes as an alternative to going to the bank branch/ATM. This saves customers time, and gives more convenience for higher productivity.
Personal Computer Banking (PC) allows the bank's customers to access information about their accounts via a proprietary network, usually with the help of proprietary software installed on their personal computer". Once access is gained, the customer can perform a lot of retail banking functions. The increasing awareness of the importance of computer literacy has resulted in increasing the use of personal computers. This certainly supports the growth of PC banking which virtually establishes a branch in the customers' home or office, and offers 24-hour service, seven days a week. It also has the benefits of Telephone Banking and ATMs.
Internet Banking is the main vehicle for Public Access Computing (PAC). Internet offers an excellent environment for banks to experiment with the delivery of home banking (Bill, 1996) . It has been used to develop virtual reality bank branches in the United States of America. A prototype of this is the Electronic Courtyard developed by the Global Payment System Visa and the US software firm Worlds Inc. It allows customers to check account balances, transfer funds and apply for loans. It uses three-dimensional graphics to enable customers to move into different rooms and communicate with virtual bank tellers, loan arrangers and financial advisers. It uses visa remote banking subsidiary, visa interactive, to link banks with customers and provide secure technology for the safety of account data transferred (Agboola, 2006) .
Electronic Funds Transfer at Point of Sale (EFTPoS)
is an on-line system that allows customers to transfer funds instantaneously from their bank accounts to merchant accounts when making purchases (at purchase points). A POS uses a debit card to activate an Electronic Fund Transfer Process (Chorafas, 1988) . Increased banking productivity results from the use of EFTPoS to service customers shopping payment requirements instead of clerical duties in handling cheques and cash withdrawals for shopping. Furthermore, the system continues after banking hours, hence continual productivity for the bank even after banking hours. It also saves customers time and energy in getting to bank branches or ATMs for cash withdrawals which can be harnessed into other productive activities.
Data and methodology of the study: Fifteen Nigerian major banks were selected for the study. They are: Guaranty Trust Bank PLC, First Bank Nigeria PLC, Zenith Bank PLC, United Bank for Africa PLC, Skye Bank PLC, Stanbic-IBTC Bank PLC, Sterling Bank PLC, Fidelity Bank PLC, Eco Bank PLC, Diamond Bank PLC, First City Monument Bank PLC, Citi Bank PLc, Access Bank of Nigeria PLC, Equitorial Trust Bank PLC and Standard Chartered Bank PLC. All of them have their headquarters in Lagos, the economic capital of Nigeria. Samplings were collected from the major branches of these banks in Lagos, Abuja, Kano and Port-Harcourt. Customers' of these banks were use as respondent and were randomly selected and they have equal numbers to make the sampling representative.
Sampling Procedure & Analytical Technique:
Primary data were collected through administration of questionnaires following random sampling procedure. Questionnaires were administered using trained research assistants. The data analysis involved frequency distribution estimation. The first analysis sought to establish the relationship between technological innovations and Nigeria banks performance. Also, we tested the relationship between adoption of ICT and customers satisfaction. In testing the hypotheses, Pearson Correlation Statistics were adopted using statistical package for social sciences (SPSS).
The correlation coefficient expresses the strength of the relationship on a scale, ranging from -1 to +1. A positive value close to + 1 indicates a strong positive relationship, in which an increase in one variable implies an increase in the value of the second variables; while a strong negative relationship close to-1 indicates that an increase in one variable leads to a decrease in the other. The extent of correlation is considered at 0.01 levels of significance. The null hypotheses were tested at 5% level of significance in all cases. The heuristic evaluation method adopted, ensures validity of the instrument, thus responses were obtained.
RESULT AND DISCUSSIONS
Respondents came from different sections of various banks selected for the study that adopted and utilized information and communication technology. 1912 questionnaires were distributed to customers to test the first hypothesis out of which 1634 were collected which is 85% of the distributed questionnaires, 1458 questionnaires were distributed to selected banks employees to test the second hypothesis, 1223 questionnaires were collected which is 84% of the distributed questionnaires. Pearson correlation coefficient was used to analyse the two hypotheses. . Out of the total respondents 58% were female and 42% were male. Also, 12% of the respondents were first degree holder and above, 18% of the respondents possess OND and NCE, while the remaining 70% were school certificate holder and below.
Also, more than 59% of the respondents are between the age of 40years and above and 41% were below the age of 40 years. 64% of the respondents were married while the rest were single. Large percentages of the latter were students of Nigerian tertiary institutions. And about 80% of the respondents have spent more than four years with their banks as customer.
Hypothesis One
There is no significant relationship between the use of the ICT and customers satisfaction. As shown in table 1a above, introduction of ICT improves customer satisfaction and retention.
From the table above, it is clear that there is an association between the use of ICT and customers satisfaction. Banks investments on ATM money dispenser, telephone banking, internet banking, personal computer banking, branch networking and electronic bank transfer, have improved customers satisfaction. The banks acquire more customers through the use of ICT. The Pearson's correlation coefficient is 0.786 or 78.6%, therefore null hypothesis is rejected and alternative hypothesis is accepted. The study concludes that there is a significant relationship between the use of the ICT and customer's satisfaction. Figure 2 shows the Business Day Research and Marketing Services RMS (2010) which rated four banks as best deposit money banks (DMB). A survey conducted to show these banks satisfaction of their customers in relation to their performance revealed that most of their customers were satisfied with their performance in terms of their service delivery. The perception survey was based on the bank's strong capital base, excellent customer service and branch network. The first post bank's stress test saw First Bank, GT Bank, Zenith and UBA scoring 28 percent, 15 percent, 11 percent and 10 percent respectively to take the top four positions in that order.
Survey conducted by Business Day Research and
Marketing Services between September and October, 2010, in the four major Nigerian cities of Lagos, Kano Abuja and Port-Harcourt, also showed that majority of Nigerians approved the Central Bank of Nigeria's (CBN'S) intervention, and said that it has to a large extent prevented systemic collapse, helped to retain affected bank's customers confidence and protect the banking industry.
The results indicate that internet and telephone banking have impact on banks customer satisfaction. Laudon and Laudon (2001 & confirmed that the world largest and most widely used network is the internet. Internet offers an excellent environment for banks to experiment with the delivery of home banking (Bill, 1996) . Internet banking link banks with customers and provide secure technology for safety of account data transferred.
Hypothesis Two: There is no significant relationship between technology innovation and Nigeria banks employee's performance From tables 1b, there is evidence that a significant and positive relationship exit between technology innovation and banks employee's performance. Investments on technology offers several retail banking services to customers, saves customer's time and improves banks service delivery which leads to high profitability and efficient performance. The Pearson's coefficient is 0.713 or 71.3%, therefore the null hypothesis is rejected. The study shows that there is significant relationship between technology innovation and Nigeria banks employee's performance. This is because most of the banks surveyed have ATM money dispenser, telephone banking, internet banking, personal computer banking, branch networking and electronic bank transfer have facilitated improved service delivery by employees, promotes customers retention and customers satisfaction and leads to high returns on investment. It is easier for employees to perform all these functions as a result of impact of technological innovation on them. Employees are the life wire of these banks. Employee is the most potent and central, contributing significantly to corporate bottom line and competitiveness (Inyang, 2010) . The banks therefore gains sustained competitive advantage through people, the banks workforce. According to Porter (1985) , the unique talents among employees, including flexibility, innovation, superior performance, high productivity and personal customer service are ways employees provide a critical ingredient in developing a firm's competitive position. Errors are committed by employees with serious financial implications on the banks. ICT could also be manipulated to commit fraud. Fraudulent practices such as money laundering, illegal withdrawal, and all other forms of manipulation could take place. ICT is capital intensive and depend on constant power supply which is epileptic in Nigeria. Large amount of money is presently being spent by most banks on power supply and electricity generation. ICT has also lead to reduction in the number of employees as most bank transactions have been taken over by the computer.
LIMITATIONS
ICT improved most banks performance in Nigeria in terms of improved customers, satisfaction, networking, service delivery and profitability. But nine of the major banks are not performing based on the Central Bank of Nigeria (CBN) assessments of the portfolio and capital base. The central banks have to inject billion dollars to save them from total collapse. Executives of these banks engage in reckless spending of customer's savings by given loans to their cronies and other business and political elites without collaterals and through other shady methods. Many microfinance banks were also closed down by the CBN for the same reasons Figure 2 shows the amount that the CBN injected in these failed banks to save them from total collapse. This shows that behind their improved performance and customers satisfaction through ICT are the unethical practices and corruption that have created more problems for the customers and undermine the successes achieved through technology innovation 
RECOMMENDATIONS
Top management should establish the right roles and processes, set clear goals and relevant measures and review progress at every stage. Innovation experience and opportunities may occur through unexpected occurrence, ingenuities, process needs, industry and market changes, demographic changes, changes in perception and new knowledge. All these when properly understood and managed promote technology innovation.
It is imperative for managers to employ human resource management theories, concepts and practices for the progress and development of their organizations and nations. They should plan, staff, organize, control and lead their human resources in the most appropriate manner. They should also acquire, train, appraise, reward and compensate them to get the best from them. These to Dessler (2008) will enable organization to hire the right employee, placed them on the right job, experience low turnover and motivate their employee to work efficiently and effectively and to motivate their employees to innovate.
SUMMARY AND CONCLUDING REMARKS
Technological developments particularly in the area of information and communication technology are revolutionalizing the way business is done in Nigeria. This has resulted to changes in trade, interconnection and business transaction in the national and international market places and set in motion a revolution in the banking sector. Banks are now required to invest in ICT for the provision of a transaction and payment systems that is compatible with the demands of the electronically interconnected global market place. The adoption of various forms of innovation has greatly influenced the content and quality of banking operations. The findings reveal that technology innovation has influenced Nigerian banking industry performance. increased banks return on equity and profitability. It is therefore recommended that investment in ICT should form an important component in the overall strategy of banking operation. It is imperative for bank management to intensify investment in ICT products to facilitate speed, convenience, and accurate services. These will make Nigerian banks to be efficient, profitable, and competitive and to cope with the changes and challenges that are the outcome of ICT controlled globalised economy.
